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Part I – Introduction 
1. General 
 
This Master Project has been made by the EPSC student Marcos Iglesias Valle, and 
tutored by Jordi Olivella, from the EPSC teaching staff. It is included into the MASTEAM 
Master given in this faculty, and has been developed over the first semester of the 
2006/2007 academic year. 
 
The aim of this project is to review in a methodical way the business processes of a 
little hostel enterprise and to suggest process and technological improvements. These 
upgrading would lead to a rise in the value of the services offered by the enterprise 
and to an overall optimization. 
 
In the first part of the present document a Strategy and Added Value explanation will 
be carried out, since the cleanliness of these concepts will be essential for this Master 
Project’s development. 
 
The next part will grip with the Methodology used, including the Process Isolation 
phase, when an overall process map is produced. Then it will relate the Information 
Search procedure, dividing between BPR and Lean methodologies. 
 
The results of this analysis will be showed in the third part of the document, and it 
includes the BPR and VSM diagrams as well as an error description for each business 
processes and the way that it could be arranged. 
 
Finally, a summary and future work prediction will be carried out; as well some key 
appendix will be presented to the reader.  
 
2. Business Characteristics 
 
The project subject is the “Conde de Lemos” hostel, a little hotel business managed by 
the student’s family. It is a hotel industry with a large history behind, corroborated by 
more than twenty-five years of uninterrupted work in Ponferrada, a city in León. 
 
It offers several kinds of rooms; ten single rooms, eight double rooms, one triple room 
and another quadruple one. There are a total of nineteen rooms. All of them offer the 
following facilities: bathroom, TV and central heating. Moreover, the hostel offers some 
services as the dinning room service, bar service and a Social Room. 
 
The hostel is placed in one of the Ponferrada’s main access, a city of approximately 
70,000 inhabitants. It is located in “El Bierzo” region, in the northwest of Spain. 
 
In the management section, this enterprise has been characterized for a long time by a 
hard cost reduction policy which has carried out the enterprise to a zero growth over 
the last decade. 
 
The human resources organization is based in several fixed shifts that determine a 
highly strict work “unbalance”. These shifts make that when a higher workload is 
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detected it is absorbed by the owner family, a situation that has made the personal 
unhappy along few years. 
 
3. Strategy 
 
As it is said before, the aim of this project is to review the business processes of the 
subject hostel enterprise. This study could be a basis to propose process and 
technological improvements which expect to develop the productivity, quality and 
reduce the costs of the facilities offered by the enterprise. And all of this following a 
strategic plan. 
 
The strategy is a framework which guides the manager’s daily actions. Although hotel 
is a relatively stable business, it is necessary to have a broad perspective. It is that 
way because the managers must find the balance between meeting current goals and 
keeping an eye on issues that may affect business results tomorrow. 
 
It is essential to understand the strategy to evaluate how the technological and 
process improvements could be aligned to serve this strategy. This venture strategy is 
assessed by the added value definition, described in the next section. 
 
4. Added Value Definition 
 
The first step to define the added value concept is to discriminate the pretty different 
services the subject hostel offers, labelled as “business process”. Three main business 
processes are detected in this enterprise; firstly it is the Bar Service business process, 
that occupies the Bar functionality issues; then goes the Dinning-Room Service, which 
fills the customer’s alimentation needs; and finally, the Accommodation Service 
involves all tasks related to the customer stance. 
 
In this Master Project two different analysis methodologies will be applied: Value 
Stream Mapping (Lean Management) and Workflow Modeling (Business Process 
Reengineering). To learn more about these methodologies the lector can see (Rother & 
Shook, 1999) and (Sharp & McDermott, 2001) respectively. For a more in-detail 
learning about Lean Thinking, see (Womack & Jones, 2005). 
 
Once the business processes are identified, the next stage is to choose the process or 
the processes that will be subjects of the improvement project. In the BPR approach 
this stage is making after the process identifying, while the Lean Thinking recommends 
doing it in the first place. In this project, however, and due to the relatively little 
number of processes, almost every process will be taken into account. 
 
The Value Specification is the first essential step to adopt in the Lean Management, 
one of the management philosophies applied. The procedure implies to define value 
from the perspective of the final customer. It is extremely important to express value 
in terms of a specific product or service, which meets the customer's needs at a 
specific price and at a specific time. 
 
The services offered by the subject enterprise are the explained above, and now it will 
be described the added value definition for all this services. It is remarkable that in 
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every added value definition, figures in a main objective and one or two secondary 
goals. 
 
Specifically, for the Bar Service family, the added value definition answers to “take a 
drink with a good small portion in a relaxed ambient”. Concerned to the Dinning Room 
Service, it can define the added value concept by this way: “Eat a varied home-made 
food in a fast way”. Finally, for the Accommodation service family, we asses the added 
value as “enjoy a clean and comfortable accommodation with a good price”. 
 
Bar Service Dinning Room Service Accommodation Service 
Take a Drink Have Meal Enjoy Accommodation 
Good Small Portion Home-Made Clean 
Varied Comfortable Relaxed Ambient 
Fast way Good Price 
Table 1 – Hostel Added Value Definitions 
 
In the previous table it has been summarized all these added value descriptions as 
they would be used to this master project running. So starting from these added value 
definitions a process innovation project will be performed, intending to optimize the 
enterprise run thanks to an improved human resources and information technology 
operation. 
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Part II – Analysis Methodology 
1. Introduction 
 
As it is mentioned in the introduction, in this Master Project two different information 
collecting methodologies will be applied: Workflow Modeling (Business Process 
Reengineering) and Value Stream Mapping (Lean Management).  
 
The first approach builds the process 
description starting from scratch, 
without any previous business 
performance knowledge. This 
methodology requires the enumeration 
of the wide variety of task carried out in 
the enterprise, the first level of the 
Figure 1. 
 
Thanks to this task level knowledge, a 
process level diagram could be created 
(second level). Later, with a correct 
process association, the operator will be 
able to get the more important 
business process diagram, or Door to 
Door level description (third figure 1 
level). 
 
 
Figure 1 - Mapping Levels 
 
The second approach is applied in a door-to-door (workshop) process level, which 
involves certain knowledge about the business related tasks, but allows a quicker 
diagram and improvement development. 
 
Therefore, to obtain a total knowledge of an unknown activity, it is required to start 
with a BPR approach to obtain the first two levels information and an overall picture. 
Specifically, in this enterprise the overall process map is based on the business process 
classification within Bar Service, Dinning Room Service and Accommodation. 
 
Later, Value Stream Mapping will be applied to obtain the both business process 
analysis approaches. The resulting current-state VSM will be used as a basis to improve 
the enterprise processes, reflected through a set of future-state VSMs that will be 
showed in the third part of the present document. 
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2. Process Isolation 
 
Before the enterprise process analysis is effectuated, it is essential to discriminate the 
pretty different process types that come across, as well as the general business 
processes organization. 
 
Process Classification 
 
As is showed in (Terré i Ohme 2002) it is possible to break up any organization into a 
processes series. The first set of processes refers to the company’s strategic activities 
(strategic processes), while the second one designates those activities that directly 
involve customers (key processes). The third set of processes, which supports the first 
two, concerns suppliers (support processes). 
 
Examples of all this three main processes series will be showed in the following table: 
 
Strategic Processes Key Processes Support Processes 
Strategic Planning Sales/ Contracts Maintenance/ Overall 
Services 
Innovation Scheduling/ 
Manufacturing 
IT Systems 
Marketing/ Communication Dispatch/ Logistics Purchasing/ Logistics 
Customer Feedback Invoicing/ Payment Accounting/ Tax 
Employee Feedback After-Sales Service/ 
Returns 
Personnel Management 
Management Control Customer Satisfaction 
Management 
Quality Assurance 
Table 2 - Generic Process Types 
 
In the following table are summarized the strategic, key and support processes that 
have been found into the subject enterprise: 
 
Key Processes 
Key-Support 
Processes 
Support Processes 
Strategic 
Processes 
Bar Servicing Buying 
Bar Service 
Collecting 
Bar Opening 
Glass Washing 
Bar Closing 
Cleaning 
Dinning Room 
Servicing 
Maintenance 
Dinning Room 
Invoicing 
Kitchen Opening 
Food Making 
Kitchen Closing 
Dinning Room 
Closing 
Booking 
Welcoming 
Invoicing 
Goodbye 
Laundrying 
Housekeeping 
Accounting 
None 
Table 3 - Enterprise Processes 
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As it can be seeing, there is an absence of Strategic Processes and a limited number of 
Support ones. However, much of these processes were carried out in an informal way. 
 
The Overall Process Map 
 
Ideally, every enterprise organization should have an overall process map, which can 
give to an outsider a general enterprise’s vision, but must organizations do not. 
Although this general vision could not be completed before the BPR analysis (described 
in the third section of this part), it is showed to the lector as a way to anticipate to the 
analysis conclusions. 
 
The Overall Process Map is a picture of the main related venture processes. As a result 
of the analysis carried out in this Master Project the next Overall Process Map has been 
arrived at: 
 
 
Figure 2 - Overall Process Map 
 
In the previous diagram it can be seen the three main services carried out in the 
hostel. The First, Accommodation, involves all issues relating the customer stance, 
while the Dinning-Room Service business process fills his alimentation needs. The Bar 
Servicing process occupy the Bar operation issues.  
 
As it can be sawn, the three processes types have been taking into account. The main 
goal of this depiction is to clarify the scope size specifying what is take in account in 
the project realization. 
 
10 
3. Information Search 
 
In this section an introduction to the scope, procedure and results of the two 
differentiated methodologies that has been used in this project will be conducted. 
 
Workflow Modeling (BPR) 
 
The BPR philosophy mentioned in this part’s introduction will be in this section 
presented for its results could be showed in the next document part. Also, the initial 
considerations and the details of the process framing method will be summarized, as it 
is showed in (Sharp & McDermott 2001, Part II). 
 
Scope 
 
The scope of this methodology is, as it 
is showed in the Figure 3, the first 
three levels of the mapping levels 
diagram. It means that it starts from 
several related tasks to achieve a 
process by ordering these task in the 
way as in the enterprise are executed. 
 
This methodology gives a way to 
understand the single processes and its 
relation with the rest of the enterprise 
processes. 
 
The rest of the information about the 
process is listed in tables, as will be 
explained in the next sections. 
 
Figure 3 - BRP Mapping Scope 
 
Modeling Methodology 
 
The BPR procedure is a very standard way of acting, and it starts from a formal 
definition of what a process is. Specifically, we can say that a process has an event at 
the beginning, and a countable result at the end, produced for a customer (who quite 
likely triggered the initiating event). 
 
Another business processes characteristic is that most of them cross departments and 
functions and they are hidden within the enterprise organization. The most common 
error when a business process is being framed is to mistake a function to a business 
process. Specifically a function is a kind of work, or a field, which typically involves 
similar skills and tools, and has it own language. Sales, Human Resources, Customer 
Services, Manufacturing, and Accounting are functions, not business process 
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The BPR methodology prevent us to define the process as largely as possible, because 
multiple small processes tend to strive for internal efficiency, and local optimization 
leads to overall sub-optimization. 
 
Establish the Process Boundaries 
 
As it is said in (Sharp & McDermott 2001), many errors are given when the boundary 
of a process is drawn, but there are three especially redundant.  
 
The first two are “Goldilocks errors”, they involve that the scope of the process is too 
large, and it has unmanageable proportions, or is too small, and it causes local 
optimization problems. The third problem is that the business process became a “grab 
bag” where a mess of task and functions are mislabelled as a process. 
 
To avoid these three problems, three process identification and framing principles must 
be applied. They are: 
 
• Identify the business process from the bottom to the top, firstly identifying the 
basic task and milestones and then linking them together. 
• Make an Overall Process Map which help to identifying process easier in the first 
place. 
• Employing a framework to structure the process identification and naming. 
 
Identifying Processes 
 
The Process Identifying method is an iterative bottom-up fashion practice. It will be 
explained in this section in a step by step way, and after that the results achieved by 
the exercise of this methodology will be shown. 
  
Firstly, the process initiates with a Brainstorming with the employees, mainly for two 
reasons: 
• It gives everyone a chance to participate 
• It generates a lot of raw material to work with 
 
With the general brainstorming techniques applied, a great number of milestones will 
arise to the surface. A milestone is any necessary result. Milestones are like events, 
and it is easier for people to identify what has to happen (events) than to generalize 
that into processes. 
 
Later, the milestones or steps have to be linked together, renaming all the steps in a 
verb-noun way. The inputs and outputs of the steps have to be matched and each link 
ratio identified. The link ratio can be: one to one (1:1), one to many (1:M) and many 
to one (M:1). 
 
Next step of the approach is the process assembling based in frequency and affinity. 
Some considerations have to be taken into account in order to do this phase properly: 
a cluster of steps with a 1:1 ratio links generally constitute a process, and secondly, 
1:M and M:1 connections cannot generally be coordinated due to different timing 
cycles and delays. 
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Then, the processes should be named in action verb/optional qualifier/noun format 
that clearly identify the intended result. In the overall process map, at high level, a 
noun-gerund form will be used. 
 
The triggering event is the one that initiates each business process. It should be 
identified to establish a boundary and as a starting point for developing the process 
diagram. 
 
At this point, the other stakeholders of the process should be identified as well as his 
expected results. Also the major steps of the process can be identified and 
decomposed to analyse their steps. 
 
In this penultimate step, the process roles should be recognized, they are the main 
organizations and job functions currently involved with the business process. It may 
include customers, suppliers, regulators… 
 
The last step is to develop a glossary or preliminary data model in order to specify how 
each of the things is defined, and what information is needed about each one. A Data 
Model depicts the things that a business need to maintain records (data) about, and 
ensures that everyone is on the same wavelength about terminology and meaning. 
Results 
 
For a better understanding of the process scope a series of information fields will be 
specified, they are the framing the process procedure goals: 
 
Process Framing Form 
Process name in verb-noun format 
Event that triggers the business process 
Result achieved by the process 
Customer that receives the result 
Other stakeholders and the result(s) they 
expect 
Process timing and frequency 
Related processes depicted on an overall 
process map 
Assessment of current performance 
Process Framing Form Fields 
Performance objectives for the new process 
Table 4 - Process Framing Goals 
 
For each identified business process, the specified fields mentioned above will be fill-in, 
assessing the main characteristics of every process taken into account. All this 
information is given in Appendix B. 
 
The other results of this analysis methodology are the “Post-it Maps” that will be 
showed and explained in the third part of this document. Anyway, in the next figure a 
general picture of these “Post-it Maps” is showed. 
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Figure 4 - Pos-it Maps General View 
 
This picture corresponds to an early stage of this project development, and these maps 
were modified a great number of times, thanks to the flexibility added by the post-it 
paper sheets. 
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Value Stream Maps (Lean) 
 
As it is mentioned in the previous section, in this one the Value Stream Map 
methodology will be reviewed in a general way, which is important for a broad 
understand of the results it will be showed in the next document’s part. 
 
Scope 
 
VSM refers to the activity of developing a visual representation of the flow of 
processes, from start to finish, involved in delivering a desired outcome, service, or 
product (a “value stream”) that is valued by customers. 
 
Taking a value stream perspective 
means working on the big picture, not 
just individual processes (as in BPR), 
and improving the whole, not just 
optimizing the parts. 
 
As it can be seen in the next figure, the 
first level of the Value Stream mapping 
methodology for a product family is a 
door-to-door level. Once this diagram is 
completed, the magnification altitude 
can be changed, zooming in to map 
every individual step within a process 
category, or zooming out to encompass 
the value stream external to your plant. 
 
Figure 5 – VSM scope 
 
Material and information flows are two sides of the same coin, so they must to be 
mapped both of them. In Lean Manufacturing the information flow is treated with just 
as much importance as the material flow. 
 
Using the Mapping Tool 
 
Value stream mapping can be a communication tool, a business planning tool, and a 
tool to manage the enterprises change process. It is essentially a language and, as 
with any new language, it requires practice and a high level of standardization. 
 
Value stream mapping generally follows the steps shown in the next figure. It is 
remarkable that “Future-State Drawing” is highlighted, because the VSM goal is to 
design and introduce a lean value stream. A current state without a future state is not 
much use, since the future-state map is most important. 
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Figure 6 - VSM mapping tool 
 
The first step is drawing the current state, which is done by gathering information on 
the shop floor. This provides the information needed to develop a future state. The 
result of this mapping will be showed in the third part of this document. 
 
The arrows between current and future state go both ways because the development 
of the current and future states are overlapping efforts. Future-state ideas will come 
up as the current state map is being developed. Likewise, drawing the enterprise’s 
future state will often point out important current-state information that has been 
forgot. 
 
The final step, explained in part IV, is to prepare and begin actively using an 
implementation plan that describes, on one page, how the change agent plans to 
achieve the future state. Then, as the future state becomes reality, a new future-state 
map should be drawn. That’s continuous improvement at the value stream level. There 
must always be a future-state map, and for this reason there will be continuous Kaizen 
campaigns running. 
 
Drawing the Current-State Maps 
 
For develop a future state, the observer has to begin with an analysis of the current 
production situation. For this goal, they are used a set of symbols, or standard “icons” 
to represent processes and flows (see Appendix A). 
 
It is an essential need to focus on one product family. Drawing all the enterprise’s 
product flows on one map is too complicated, and Value Stream mapping means 
walking and drawing the processing steps (material and information) for one product 
family from door to door in the enterprise. 
 
Mapping starts with the customer requirements. The customer is represented with a 
factory icon, placed in the upper right-hand portion of the map. Underneath this icon it 
is drawn a data box recording the requirements of the customer. 
 
The next mapping step is to draw the basic production processes. To indicate a 
process it is used a process box. The general rule of thumb for the door-to-door map is 
that a process box indicates a process in which the material is flowing. The process 
box stops wherever processes are disconnected and the material flow stops. 
 
Material flow is drawn from left to right on the bottom half of the map in the order of 
processing steps; not according to the physical layout of the enterprise. It is necessary 
to capture all the information related to the processes and to the inventories founded. 
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The information flow is the second aspect of the value stream map. It is drawn from 
right to left in the top half of the map space. The material movements that are pushed 
by the producer are represented by a striped arrow. 
 
With the data from observation of current operations drawn or recorded on the map, 
we can summarize the current condition of this value stream. Through a timeline under 
the process boxes, the production lead time and the value add time will be recorded.  
 
Finally, the total production lead time is estimated, and it is compared to the 
processing times sum for all process in the value stream, the operation time. This ratio 
is in several times, a valid indicator of the optimization level of this process, but it can 
also be deceptive. 
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Part III – Processes 
1. Introduction 
 
In this document’s part will be showed the results of the previous mentioned analysis 
methodologies. They will be exposed ordered by the Business Process they belong to. 
The order will be the following: Bar Service, Dinning Room & Kitchen, Accommodation 
and Support Processes.  
 
In each of this Processes analysis, they will be explained a fixed set of topics. The first 
of them will be the BPR process description, implemented by a set of “Post-It Maps”, 
which are simply the task-level analysis of each business process. 
 
The next topic will be the Current-State Value Stream Maps, corresponding to the most 
remarkable process within the business process. Then, the main errors committed in 
the current business process performance will be discussed. 
 
Finally, the applicable process and technological improvements will be mentioned, and 
the needed investments computed. All of these last issues could be showed in the 
Future-State Value Stream Maps, placed in the end of each business process analysis. 
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2. Bar Service 
BPR Diagrams 
 
In the next figure the Bar Servicing business process is represented. As it is said in the 
second section of Part II, the three process types are represented in different colours: 
red for the key processes, green are the key support processes and in blue the general 
support processes. 
 
 
Figure 7 - Bar Servicing 
 
The BPR methodology application is based in a set of “Post-It Maps”, which are the 
result of the process identification procedure. In this maps, basic tasks are represented 
with a single pos-it, complemented by a 1:1, 1:M or M:1 indicator, as it is explained in 
the second part of this document. 
 
This procedure is used due to the great information representation possibilities it 
provides. Moreover, it offers an enormous flexibility, thanks to the opportunity of re-
arranging all the tasks and processes without the need to start from scratch. 
 
The next figure shows the “Bar Opening” and “Bar Closing” key support processes 
together with the “Bar Servicing” and “Bar Service Collecting” key processes.  
 
 
Figure 8 - Bar Service 
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To see the framing goals of these process the following tables can be consulted in the 
Appendix B: Table 8 - Bar Opening Framing Goals, Table 12 - Bar Closing Framing 
Goals, Table 9 - Bar Servicing Framing Goals and Table 10 - Bar Collecting Framing 
Goals. 
 
There are several practices included within the previous figure processes that are 
described in the next image. They contain the drinks restocking and the cash up 
procedure. 
 
 
Figure 9 - Bar Support 
 
The last Bar Servicing figure illustrates the “Glass Washing” process and the 
preparation of the small portions which go along with the drinks served in the 
enterprise. 
 
 
Figure 10 - Wash Glasses 
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See Table 11 - Glass Washing Framing Goals in Appendix B for more information.  
 
In relation to the Bar Servicing map, we find that the “Buying” support process supply 
the drinks and snacks served by the “Bar Service” key process, while the “Accounting” 
process is related to the invoicing procedure. 
 
The Value Stream Maps of the next section were developed thanks to the process level 
information extracted from this “Post-It Maps”. 
 
Current-State Value Stream Maps 
 
In this first present-state value stream map the “Bar Servicing” process is shown. It 
covers from the time when the customer orders a drink until the reception of the drink 
and the small portion by this customer. 
 
 
Figure 11 - Bar Service VSM 
 
As it can be seen, it is a simple process and has two inventory events. The first one is 
the large glass stock in the bar and the second is the small portion’s little ready stock. 
In Appendix A there is a reference to the standard icons that the VSM diagrams uses. 
 
In the second value stream map created for the “Bar Service” the family is related to 
the “Glass Washing” process, the one that has more points in common with a 
manufacturing process. 
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Figure 12 - Glass Washing VSM 
 
In this VSM, the only inventory event is placed at the start of the flow. It is remarkable 
that since it is a manufacturing fashion process, all the VSM inherent characteristics 
could be applied, as well as the lead time vs. operation time accounting. 
 
Error Detection 
 
The process analysis carried out lights up some deficiencies in the “Bar Service” 
process, however not in the business process level but in a more specific process level. 
 
As it is shown in this service family process framing goals, there is a necessity of work 
balancing between the “Bar Opening” and “Bar Closing” processes. It consists in a high 
workload in the second and an interrupting cleaning task in the first process. 
 
In the “Bar Servicing” process there is a stock problem and a different management of 
these products is required. The same thing applies to the “Glass Washing” process, as 
well as the fact that less work should be needed to carry out this process. 
 
Finally, in the “Bar Collecting” process, there is an absence of consumption 
information, which can affect to the stock management. This process is one of the 
most internal trouble-making events in this enterprise. It is this way due to different 
billing policies to the same customer by the different waiters in the bar service. These 
misunderstands create a high emotional instability in the business and continuous 
relational problems, as well as an annoying situation for the related costumer.  
 
Process Improvements 
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As it is said above, a workload balance between the everyday closing and opening of 
the business is essential; and this can be simply implemented. 
 
Due to the permanent classical management carried out and a huge washing basket 
using, a large glass stock has been necessary all these years. But the adoption of a 
Lean flow in the glass washing process could help to reduce this large glass stock, 
improving the flexibility and saving a lot of work to the bar waiter. 
 
The solution is simple. A little glass washer inside the bar could reduce the batch size 
and with the help of a special product, saving to the barman the laborious task of glass 
drying. 
 
In “El Bierzo” region, where the business is located, there is a “Wine Culture” that has 
rooted within the population. Due to this fact, it is usual in bars to have a wine 
dedicated fridge. The acquisition of this fridge will simplify the wine stock 
management. 
 
Solving the problem of having different billing policies, the installation of a point of 
sales system (POS) could be of great interest. The adoption of this system will lead to 
a fixed prices list, as well as more advantages that will be shown in the following 
section. 
 
Technological Improvements 
 
The point of sales system could be interesting in the way it can help the enterprise to 
manage the drinks and other products stock. Also, it could provide a technique to get 
detailed statistics of the consumption, demand and preferences of the regular 
customers, helping to carry out a correct Customer Relationship Management. 
 
This way, the POS will implement a information system that has not been used in the 
past in the enterprise, taking the most from the current business computerized 
management. 
 
Future-State Value Stream Maps 
 
The next figure represents the great change developed in the bar service by means of 
adding a dedicated glass washer in the bar. 
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Figure 13 - Future-State Glass Washing VSM 
 
The future-state configuration of this service implies an almost full performance of the 
process, showing the power of the VSM diagram tool for this type of process analysis. 
 
Investments 
 
The equipment and technological investments that would be necessary to the 
implementation of these improvements include the systems showed in the following 
table. 
 
Equipment Cost 
Point of Sales System 2.000€ 
Glass Washer 1.000€ 
Wine Fridge 600€ 
Total Bar Investments 3.600€ 
Table 5 - Bar Investments 
 
The costs of all these equipment are roughs amounts, and due to second hand 
equipment acquisition or with agreements with any supplier, this budget could be 
reduced. 
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3. Dinning Room & Kitchen 
BPR Diagrams 
 
In the “Dinning Room Servicing” business process two key processes can be identified, 
“Dinning Room Servicing” and “Dinning Room Invoicing”. The key support processes 
are “Kitchen Opening”, “Food Making”, “Kitchen Closing” and “Dinning Room Closing”. 
Finally, there are three support processes related with: “Cleaning”, “Buying” and 
“Accounting”. 
 
 
Figure 14 - Dinning Room Servicing 
 
The “Kitchen Opening” process is executed once a day, every morning, and it is shown 
in the next figure. However, the “Food Making” process is made twice, one for the 
lunch and once again for the dinner. The last process of the figure is the “Kitchen 
Closing” procedure, that is executed twice everyday. 
 
 
Figure 15 - Kitchen 
 
To get more information about these processes, see in Appendix B the following 
tables: Table 13 - Kitchen Opening Framing Goals, Table 14 - Food Making Framing 
Goals and Table 16 - Kitchen Closing Framing Goals.  
 
The next figure relates to the central coal heating maintenance, as well as the rubbish 
treatment. 
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Figure 16 - Kitchen Support 
 
In the next figure the key processes of this section are described. The “Dinning Room 
Servicing” process is a large process that implies several actors, both in the dinning 
room and in the kitchen. Below one can see the “Dinning Room Invoicing” process, 
which is related to the “Accommodation Invoicing” due to the common invoicing. 
 
 
Figure 17 - Dinning Room Service 
 
See Table 15 - Dinning Room Servicing Framing Goals and Table 17 - Dinning Room 
Invoicing Framing Goals for more information about its framing goals. 
 
The dinning room drinks restocking is described in the next image, as well as the 
“Dinning Room Closing” key support process. Both of them are carried out two times 
per day. 
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Figure 18 - Dinning Room Support 
 
See Table 18 - Dinning Room Closing Framing Goals in Appendix B for more 
information. 
 
The support process “Cleaning” is related to this business process due to the need of 
keeping the dinning room and the kitchen clean daily. Moreover, the “Buying” process 
is the procedure that supplies the kitchen functionality. Finally, the “Accounting” 
support process is related to the invoicing practice. 
 
Current-State Value Stream Map 
 
The unique “Dinning Room Service” value stream map is the next one; it represents 
the “Dinning Room Servicing” process. 
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Figure 19 - Dinning Room Servicing VSM 
 
As it can be seen, the “Food Making” process is the main key support process. The 
most remarkable aspect of this VSM is the large number of handoffs and interactions 
between waiters and cookers. 
 
Error Detection 
 
In this business process, as in the others, no large process troubles were detected. In 
a lower level, however, there are some improvements needs. 
 
Firstly, an adequate equipment lack is detected in the “Food Making” process, that is, 
in the kitchen. Some of the equipment and the placement are incorrect and inefficient. 
This would require a specific study and a different optimization project to get fixed. 
 
The main functionality problem of this service family is the large number of handoffs 
that occurs in the usual operation of the “Dinning Room Servicing” process. This 
affects to the “Food Making” process in ways of continuous interruptions to serve the 
dinning room waiter necessities, mainly when the bread and the desserts are served. 
This fact affects also to the dinning room waiter in manners of very unproductive 
waiting times. 
 
In the “Dinning Room Invoicing” some speed up capabilities are desired, due to the 
inefficient and slow current invoicing procedure. It is based in several steps, while a 
computerized-based routine could improve the speed of execution and add a great 
number of valuable information for the enterprise’s performance. 
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Process Improvements 
 
The main issue to do is the creation of a waiter’s office. This is a private room between 
the kitchen and the dinning-room, where the waiter could have a workspace to cut the 
bread and store the desserts and the ice-creams. 
 
This solution will carry out a reduction of handoffs between the dinning-room and 
kitchen staff, so that the operation of the kitchen is not being interrupted every time a 
dinning-room waiter needs to serve a dessert. A certain refurbish would be necessary 
due to the lack of space of the current dinning-room configuration. 
 
Related to this process improvement, two new cold storage vertical chambers will be 
necessary, in order to store all the desserts and ice-creams for the dinning-room 
customers. 
 
Technological Improvements 
 
Improving the invoicing process by means of a PC or a PDA could simplify the 
operation of this business process. With the help of suitable dinning-room 
management software correctly configured, the invoicing process of the dinning-room 
operation would be more dynamic and error-free.  
 
This PC could be the same as the used in the general invoicing responsible of the 
accommodation. This way, the information systems of the enterprise will be centralized 
in a unique device. 
 
Future-State Value Stream Maps 
 
In the next figure, the future-state dinning-room service VSM is showed. As it can be 
seen, the difference respect the current-state VSM is the absence of the cooker in the 
first and fourth process. 
 
29 
 
Figure 20 - Future-State Dinning-Room Servicing VSM 
 
Although at first sight these changes do not seem to be a great improvement, the 
repetition of each action of the diagram along every working day and for each 
customer implies that a little optimization like these could suppose a huge working 
time saving to the enterprise. 
 
Investments 
 
In the next table, the equipment and technological investments necessary to improve 
the performance of this business process will be listed. 
 
Equipment Cost 
Personal Computer 900€ 
Waiter’s Office Refurbish 2.500€ 
Desserts Fridge - (Promotional Equipment) 
Ice-Creams Fridge - (Promotional Equipment) 
Total Dinning Room Investments 3.400€ 
Table 6 - Dinning Room Investments 
 
In the same way as it was mentioned in the Bar Service section, these costs are 
approximated, and could be being subject of changes. Fridges, the desserts and ice-
creams one, are supposed to be provided by the goods suppliers. 
 
The Personal Computer included in this budget will be also used by the 
Accommodation business process, as it will be explained in the following section. 
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4. Accommodation 
BPR Diagrams 
 
The “Accommodation” business process is the most important process in the subject 
enterprise by turnover. In the next figure that corresponds to the overall process map 
four key processes can be seen: “Booking”, “Welcoming”, “Invoicing” and “Goodbye”. 
Moreover, two key support processes can be identified: “Laundrying” and 
“Housekeeping”. Related to this service family are all the support processes of the 
business. 
 
 
Figure 21 - Accommodation 
 
The four key processes of this business process are showed in the next image. They 
are the ones that imply a direct relation with the hostel customer. 
 
 
Figure 22 - Key Accommodation Processes 
 
In order to get more information about these processes, the following tables in 
Appendix B can be consulted: Table 21 - Booking Framing Goals, Table 22 - Welcoming 
Framing Goals, Table 23 - Invoicing Framing Goals and Table 24 - Goodbye Framing 
Goals. 
 
The next figure shows the first of the two housekeeping related “Post-It Maps”. In this 
one it is showed the task involved in opening the rooms and make (or change) each 
room’s bed, as well as some cleaning issues. 
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Figure 23 - Housekeeping I 
 
The second of the housekeeping “Post-It Map” refers to the bathroom cleaning 
procedure. 
 
 
Figure 24 - Housekeeping II 
 
See Table 20 - Housekeeping Framing Goals in Appendix B. 
 
The laundry is the more manufacturing-fashion business process in all the enterprise. 
It could better be analysed directly with a value stream map rather than with a BPR 
workflow modelling; anyway, it is shown in the next figure. 
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Figure 25 - Laundrying 
 
In Table 19 - Laundrying Framing Goals more information can be found. 
 
The inclusion of all the support processes in this business process general map gives 
an idea about the importance of this business process functionality. Only remark that 
the “Maintenance” process refers to the actions to carry out when something breaks 
down, in a room or in any place of the hostel. 
 
Current-State Value Stream Maps 
 
The next VSM represents the entire “Accommodation” service family.  
 
 
Figure 26 - Accommodation VSM 
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It is remarkable the received information’s volume from the “Booking Control” process 
box. This is probably the most important family service, due to the economical 
turnover and total workload. 
 
In the next VSM, the “Laundrying” process is represented. This process, as occurred 
with the “Glass Washing” procedure, has great similarity with a manufacturing process, 
and it results in a high value stream map data level. 
 
 
Figure 27 - Laundrying VSM 
 
It is remarkable the great number of movements the materials perform after being 
processed. It is alerting the high Lead Time over Operation Time Ratio, which 
approaches to 1/5. That means that the time for a sheet to be washed is four time 
superior to the real time it need. 
 
Error Detection 
 
The process analysis carried out in the Accommodation Service reports some failures; 
most of them lead to a workload higher than the strictly necessary. 
 
Firstly, in the key processes showed in the first “Post-It Map”, an absolute lack of 
information storage can be seen. That means that a correct service planning could not 
be generated.  
 
Also, the old-fashioned invoicing procedure of hand-billing implies a total waste of time 
for the hostel operator and an annoying situation for a customer on a hurry. But 
despite these minor failures, at a higher level, the Accommodation Service works in a 
right way, as it can be seen in the Accommodation VSM. 
 
In the “Laundrying” process there is a general flow problem, corroborated by the 
Lead/Operation time Ratio obtained in the Current-State VSM. There are many 
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transport tasks and an excessive number of inventory icons in the VSM. Therefore, it is 
convenient to pretend the adoption a “leaner” fashioned production flow. 
 
Process Improvements 
 
The housekeeping process is a hard to improve one. It is limited by the fact of the 
absence of elevator in the hostel’s building, which excludes the possibility of using a 
unique trolley to improve the operation performance. So the solution to decrease the 
work that the housekeepers make every working day is to use one little trolley in the 
first and another in the second floor, saving most of housekeeper’s goings and 
comings. 
 
The operation of the Laundrying process is a critical issue where several changes could 
be made. The key of this improvement is the introduction of a Lean fashioned-flow in 
the process. This includes: 
 
• Relocation of the laundry equipment, grouping them at the same floor 
level and one after another. In the current configuration, the washing, 
drying and ironing machine are all in different floor levels, separated by 
stairs. 
 
• Using of the information available to plan the laundry production, reducing 
the stocks. 
 
• Staff reinforcement in highest work-level days. Every Friday, an extra 
workload has to be absorbed by the steady staff, due to the weekly left of 
the most of the customers. 
 
All these changes will improve the performance of the Laundrying process, although 
detailed measures have to be made in order to polish up the operation, mainly by 
Kaizen campaigns.  
 
Technological Improvements 
 
The technological issues to take into account are mainly related with the information 
systems, which are completely forgotten in the current hostel business management. 
These imply that all the demand and occupation information has been lost all over the 
more than twenty years of business operation. 
 
To solve this shortcoming and speed up the invoicing and accounting process, a 
computerized system could be adopted, with ERP capabilities as well as CRM functions. 
This software can be open source solutions, implemented in a personal computer and 
managed by the main manager of the enterprise. 
 
It is remarkable that the choice of this system will depend on several required 
parameters, so that a detailed analysis of the different existent options. Maybe some 
lessons about the software will be required too. 
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Future-State Value Stream Maps 
 
In the next figure, a future-state VSM for the Housekeeping process is shown. 
Comparisons with the previous current-state map make clear the absence of useless 
material movements around the centralized system. 
 
 
Figure 28 - Future-State Laundrying VSM 
 
The Lead time has been not calculated due to the empiric nature of the duration of the 
inventory symbols within the diagram. It implies that until the implementation of this 
future-state VSM is being executed, the real working time saved will not been found. 
 
This fact remarks the importance of a set of subsequent Kaizen exercises to polish up 
the Future-State VSM modified process performances. 
 
Investments 
 
In the Accommodation business process, the main part of the improvement 
investments will be in the refurbishment of the laundry process, although there will be 
more associated costs, as can be seen in the next table: 
 
Action Cost 
Laundry Refurbish 1.500€ 
Housekeeping Trolleys 200€ 
Information System implementation - 
Total Accommodation Investments 1.700€ 
Table 7 - Accommodation Investments 
 
The costs, another time, are rough estimations. The relocation of the washing machine 
is a difficult topic, and will require transporting it one floor upstairs, as well as the 
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water supply to the machine. These will increase markedly the investments budget for 
this business process improvement. 
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5. Support Processes 
BPR Diagrams 
 
The “Support Processes” are those processes that appear in every business process, 
supporting the activity carried out by the key and key-supporting processes. In the 
next figure, the four support processes isolated in this master project can be seen: 
 
 
Figure 29 - Support Processes 
 
In the following “Post-It Maps” the Support Processes mentioned below will be 
commented, with the exception of the Accounting Support Process. This is the unique 
process that has not been taken in account in this master project completion. That is 
because this is an outsourced process, which is delegated to an agency whose work 
consists in submitting the IVA collection of the enterprise to the Treasury Department. 
See more in Table 29 - Accounting Framing Goals. 
 
The following map matches to the Cleaning process in a general way. It represents the 
daily and some of the regular cleaning-related tasks: 
 
 
Figure 30 - Cleaning Support Process 
 
See more about this process in Table 27 - General Cleaning Framing Goals of Appendix 
B. 
 
In the next figure the “Maintenancing Support Process” is shown, although is not 
exactly a process but quite a set of little process with no importance to this project due 
to its low occurrence: 
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Figure 31 - Maintenancing Support Process 
 
In Appendix B more information can be seen, specifically in Table 28 - Maintenance 
Framing Goals. 
 
The last process is actually a combination of two processes. There is an “External Buy” 
process and a “Commercial Buy” one. The difference lies in who carries out the 
process: 
 
 
Figure 32 - Buying Support Process 
 
The framing goals of this process can be consulted in Table 25 - External Buy Framing 
Goals and Table 26 - Salesman Buy Framing Goals. 
 
Error Detection 
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In the “Cleaning Support Process”, there is an implicit problem with one of the largest 
task to complete; this is the Glass Cleaning task, which can take more than one 
morning to a couple of low-qualified workers. That produces an unbalance in the 
workload this day. 
 
The second fail detected is the lack of necessity to have one worker going shopping 
everyday. When an enterprise has a certain level of goods demand, it is logical to 
expect suppliers to give a regular delivery, so that the enterprise could save these 
work hours. 
 
Process Improvements 
 
The main solution for the Glass Cleaning problem is the outsourcing of this task. It 
replies to several factors, the first is that the workload and functioning of the entire 
enterprise will not being affected the day that this work has to be executed. The 
second it is that an experienced professional will perform the task in less time, 
increasing the effectiveness and therefore reducing the inherent costs. 
 
The most important improvement within the support processes and maybe one of the 
most meaningful of all this master project is the total removal of the “external buying” 
process. This action will save approximately three working hours to an operator 
everyday. It is an important work saving, almost 1100 hours per year, and will require 
a radical change in the hostel shifts. 
 
Although this solution will perform a great save in terms of working hours, it will 
require a previous contact making process, a detailed study of suppliers an a 
negotiation of contracts in order not to get disappointed without essential goods. 
 
Investments 
 
In this section, the actual investment is the negotiation of the correspondent supplier’s 
agreements, as well as the searching of the most interesting ones. 
 
The business sales staff will have to investigate several food distributors, the same 
ones that supply commodities to the local supermarkets, in order to find sufficiently 
convenient suppliers. 
 
Regarding to the agreements issue, it is essential to achieve accords which take into 
account the availability matter, in order not to run out of goods in a bad moment. 
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Part IV – Implementation 
 
In this part an implementation plan of the process improvements previously mentioned 
will be dealt with. It will be structured in different steps that will show in a better way 
how to optimize this enterprise. 
 
The first thing to do is defining the strategies to follow so that all the actions lead to a 
common and coherent objective. This is related to the implementation of strategic 
processes that, as it was shown before, were not present in the enterprise. 
 
In order to carry out the implementation, two previous steps are needed. The first one 
is to find the way to fund the total costs of this optimization project. The other is to 
provide the employees with the technological training needed to use the information 
systems that will be used. 
 
Now the implementation plan itself will be slightly described. First of all a change agent 
must be chosen. This person will be responsible for the value stream flow in the whole 
enterprise. 
 
The first process to optimize must be an important and visible one. This will help to the 
project implementation due to the feeling of confidence the positive results will 
generate on the employees. This process could be the Glass Washing process in the 
Bar Servicing business process. 
 
Another good example could be the suppression of the external buy support process. 
All together with this, a further step would be to extend the implementation to the rest 
of processes of the enterprise. 
 
At the same time that all this is done the enterprise organisation has to change. All the 
free hours generated from these improvements have to be moved to a “Lean 
initiative”; a special group headed by the change agent whose objective is performing 
the change. The enterprise organisation must at the same time become business 
process oriented. 
 
Once the processes have been transformed Kaizen processes must be executed in 
order to finish with the polishing up of the business process performance. 
 
Before doing all this, the enterprise must make sure all the jobs will be conserved in 
order to obtain the employees help. A guarantee for the employees will result in to a 
higher success probability.  
 
It is also important to highlight that the retributions will be the basic for that job plus 
an extra depending on the enterprise results. Making everything transparent is a sine 
qua non condition for this to work. 
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Part V – Summary and Future Work 
1. Summary 
 
In this Master Project, a detailed analysis of the “Hostal Conde de Lemos” has been 
carried out, finding out that the current management has not taken into account 
several topics. 
 
The first of them is the need to set up the strategic plan to reach some previously fixed 
objectives. Another one is the necessity to modernise some aspects of the enterprise, 
as well as to demonstrate that everything that is carried out can be improved. 
 
But from the enterprise’s point of view, the main conclusion is the possibility to save up 
a great amount of working hours with an investment of around 8.700€, a low amount 
of money for a business that has not been changed in the last ten years. 
 
Regarding to the two process analysis methodologies used, the first one (BPR) has 
reveal a good behaviour with its use to describe organizations starting from scratch; 
while the Value Stream Mapping showed a very intuitive employment for both, either in 
a well-known enterprise and in a stranger one. 
 
With the BPR methodology, task level enterprise knowledge is obtained. The procedure 
to reach the results is a little embarrassing and it can take a long time to develop a 
map that could be useless. Nevertheless, a VSM drawing could take a few minutes by 
travelling across the value stream of the business process. 
 
Another advantage of the Value Stream Mapping tool is that it shows both material and 
information flows, which is a very important thing. This topic is much less visible for 
the operator in the Business Process Reengineering methodology. 
 
Both methodologies could help the change agent to find new process necessities as it 
has been demonstrated, as well as working hours wasting points, where no added 
value is generated. 
 
Finally, remark that there are no precedents of the use of Value Stream Maps in a 
service business, and although they have showed a better behaviour in manufacturing-
fashioned processes, the performance of this mapping tool has been satisfactory to this 
business type. 
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2. Future Work 
 
This project has study the process and technological improvements that can be put 
into practice to optimize the subject hostel performance. Another project could be 
implementing this improvements, following the steps in part IV. This would include the 
execution of the Kaizen campaigns and controlling its development. 
 
Another possible future work is the extension of our lean model to our suppliers, 
making it easier for them to execute the lean change thanks to our previous 
experience. 
 
Finally, this methodology could be implemented in other similar business, including 
larger hotels and other accommodation related business. 
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BPR: Business Process Reengineering 
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3. Appendix A – VSM Icons 
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4. Appendix B – Process Framing Goals 
Bar Service 
 
In this appendix section the framing goals of every process of the Bar Service business 
process will be listed. 
 
Process: Bar Opening Process Type: Key Support 
Event that triggers the business process Opening hour 
Result achieved by the process Opened bar 
Customer that receives the result Bar Servicing Process 
Other stakeholders and the result(s) they 
expect 
Hostel Customer 
Process timing and frequency Once a day 
Related processes depicted on an overall 
process map 
Cleaning, Booking, Welcoming, 
Invoicing, Goodbye 
Assessment of current performance Medium (to improve) 
Performance objectives for the new process Less task (balanced workload) 
Table 8 - Bar Opening Framing Goals 
 
Process: Bar Servicing Process Type: Key 
Event that triggers the business process Customer entry 
Result achieved by the process Served customer  
Customer that receives the result Bar Customer (anyone) 
Other stakeholders and the result(s) they 
expect 
Buying 
Process timing and frequency Continuously 
Related processes depicted on an overall 
process map 
Wash Glasses, Bar Collecting 
Assessment of current performance Medium (to improve) 
Performance objectives for the new process Better Stock Management 
Table 9 - Bar Servicing Framing Goals 
 
Process: Bar Collecting Process Type: Key 
Event that triggers the business process Customer Ask 
Result achieved by the process Collected service  
Customer that receives the result Bar customer 
Other stakeholders and the result(s) they 
expect 
- 
Process timing and frequency Continuously 
Related processes depicted on an overall 
process map 
Accounting 
Assessment of current performance Medium (to improve) 
Performance objectives for the new process Reduce misunderstandings 
More consumption related 
information needed 
Table 10 - Bar Collecting Framing Goals 
 
Process: Glass Washing Process Type: Key Support 
Event that triggers the business process Sufficient crockery 
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Result achieved by the process Restocked crockery 
Customer that receives the result Bar Servicing 
Other stakeholders and the result(s) they 
expect 
- 
Process timing and frequency Several per day (4-10 times) 
Related processes depicted on an overall 
process map 
Bar Servicing, Bar Closing 
Assessment of current performance Bad (Inefficient) 
Performance objectives for the new process Less work 
Reduced glass stock 
Table 11 - Glass Washing Framing Goals 
 
Process: Bar Closing Process Type: Key Support 
Event that triggers the business process Closing Hour 
Result achieved by the process Closed bar 
Customer that receives the result Bar Service 
Other stakeholders and the result(s) they 
expect 
Hotel Customer, Accommodation 
Process timing and frequency Once a day 
Related processes depicted on an overall 
process map 
Bar Service, Accounts 
Assessment of current performance Medium (to improve) 
Performance objectives for the new process Less workload (balanced) 
Faster internal accounting 
Table 12 - Bar Closing Framing Goals 
 
Dinning Room Service 
 
This section is about the Dinning Room Service business process framing goals, thanks 
to a process decomposition. 
 
Process: Kitchen Opening Process Type: Key Support 
Event that triggers the business process Opening hour 
Result achieved by the process Opened kitchen 
Customer that receives the result Food Making 
Other stakeholders and the result(s) they 
expect 
Buying 
Process timing and frequency Once a day 
Related processes depicted on an overall 
process map 
Food Making 
Assessment of current performance Good 
Performance objectives for the new process - 
Table 13 - Kitchen Opening Framing Goals 
 
Process: Food Making Process Type: Key Support 
Event that triggers the business process Cooking start hour 
Result achieved by the process Made food 
Customer that receives the result Dinning Room Servicing 
Other stakeholders and the result(s) they 
expect 
Hostel customer, Buys, Cleaning 
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Process timing and frequency Twice a day 
Related processes depicted on an overall 
process map 
Kitchen Opening, Kitchen Closing, 
Dinning Room Servicing 
Assessment of current performance Medium (to improve) 
Performance objectives for the new process Better effectiveness 
Less interruptions 
More equipment 
Table 14 - Food Making Framing Goals 
 
Process: Dinning Room Servicing Process Type: Key  
Event that triggers the business process Customer entry 
Result achieved by the process Fed customer 
Customer that receives the result Hostel customer 
Other stakeholders and the result(s) they 
expect 
Cleaning 
Process timing and frequency One or two by customer 
Related processes depicted on an overall 
process map 
Dinning Room Invoicing, Dinning 
Room Closing 
Assessment of current performance Medium (to improve) 
Performance objectives for the new process Reduced handoffs 
Reduced wait times 
Table 15 - Dinning Room Servicing Framing Goals 
 
Process: Kitchen Closing Process Type: Key Support 
Event that triggers the business process Closing hour 
Result achieved by the process Closed kitchen 
Customer that receives the result - 
Other stakeholders and the result(s) they 
expect 
Hostel customer 
Process timing and frequency Twice a day 
Related processes depicted on an overall 
process map 
Dinning Room Servicing, Dinning 
Room Closing 
Assessment of current performance Good 
Performance objectives for the new process - 
Table 16 - Kitchen Closing Framing Goals 
 
Process: Dinning Room Invoicing Process Type: Key 
Event that triggers the business process Customer leaving 
Result achieved by the process Finished invoice 
Customer that receives the result Accommodation, Accounting 
Other stakeholders and the result(s) they 
expect 
Hotel Customer 
Process timing and frequency Everyday 
Related processes depicted on an overall 
process map 
Dinning Room Servicing, Dinning 
Room Closing 
Assessment of current performance Medium (to improve) 
Performance objectives for the new process Faster invoicing 
Reduced bureaucracy 
Table 17 - Dinning Room Invoicing Framing Goals 
 
Process: Dinning Room Closing Process Type: Key Support 
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Event that triggers the business process Closing hour 
Result achieved by the process Closed dinning room 
Customer that receives the result - 
Other stakeholders and the result(s) they 
expect 
Hostel Customer 
Process timing and frequency Twice a day 
Related processes depicted on an overall 
process map 
Dinning Room Servicing, Dinning 
Room Invoicing 
Assessment of current performance Good 
Performance objectives for the new process Less work 
Table 18 - Dinning Room Closing Framing Goals 
 
Accommodation 
 
The Accommodation business process will be described in this appendix section, and 
will be described by the point of view of its process framing goals. 
 
Process: Laundrying Process Type: Key Support 
Event that triggers the business process Bed linen accumulation 
Result achieved by the process Cleaned and stored sheets/towels 
Customer that receives the result Houskeeping 
Other stakeholders and the result(s) they 
expect 
Hostel customer: clean bed linen 
Process timing and frequency Several times everyday 
Related processes depicted on an overall 
process map 
Housekeeping 
Assessment of current performance Medium (to improve) 
Performance objectives for the new process Less work 
Better efectivity 
Less needed stock 
Table 19 - Laundrying Framing Goals 
 
Process: Housekeeping Process Type: Key Support 
Event that triggers the business process Empty Rooms 
Result achieved by the process Cleaned room 
Customer that receives the result Hostel customer 
Other stakeholders and the result(s) they 
expect 
Booking: room availability 
Process timing and frequency Many times (1-19) 
Related processes depicted on an overall 
process map 
Laundrying, Booking 
Assessment of current performance Medium 
Performance objectives for the new process Balanced workload 
Less work 
Table 20 - Housekeeping Framing Goals 
 
Process: Booking Process Type: Key 
Event that triggers the business process Customer calling 
Result achieved by the process Confirmed booking  
Customer that receives the result Hostel customer 
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Other stakeholders and the result(s) they 
expect 
Housekeeping: information 
Buys: occupation level 
Process timing and frequency Continuously 
Related processes depicted on an overall 
process map 
Housekeeping, Welcoming 
Assessment of current performance Good 
Performance objectives for the new process More effectiveness 
Table 21 - Booking Framing Goals 
 
Process: Welcoming Process Type: Key 
Event that triggers the business process Customer arrive 
Result achieved by the process Accommodated customer  
Customer that receives the result Hostel customer 
Other stakeholders and the result(s) they 
expect 
Housekeeping: information 
Process timing and frequency Continuously 
Related processes depicted on an overall 
process map 
Booking, Invoicing 
Assessment of current performance Medium (to improve) 
Performance objectives for the new process More information 
Less check-in work 
Table 22 - Welcoming Framing Goals 
 
Process: Invoicing Process Type: Key 
Event that triggers the business process Weekend, customer leaving 
Result achieved by the process Collected invoice 
Customer that receives the result Hostel customer 
Other stakeholders and the result(s) they 
expect 
Accounts 
Process timing and frequency Variable 
Related processes depicted on an overall 
process map 
Welcoming, Goodbye, Dinning 
Room Invoicing 
Assessment of current performance Medium (to improve) 
Performance objectives for the new process Faster invoicing 
More information 
Table 23 - Invoicing Framing Goals 
 
Process: Goodbye Process Type: Key 
Event that triggers the business process Customer leaving 
Result achieved by the process Emptied room 
Customer that receives the result Hostel customer 
Other stakeholders and the result(s) they 
expect 
Housekeeping 
Process timing and frequency Variable (usually every Friday) 
Related processes depicted on an overall 
process map 
Invoicing, Housekeeping 
Assessment of current performance Good 
Performance objectives for the new process More information 
Table 24 - Goodbye Framing Goals 
 
52 
Support Processes 
 
In this, the last section of the process framing goals, the Support processes will be 
described thanks to its listed framing goals. 
 
Process: External Buy Process Type: Support 
Event that triggers the business process New buying list  
Result achieved by the process Fulfilled necessities 
Customer that receives the result Dinning Room Service, Bar Service, 
Accommodation 
Other stakeholders and the result(s) they 
expect 
- 
Process timing and frequency Every morning 
Related processes depicted on an overall 
process map 
Food Making, Bar Servicing, 
Housekeeping 
Assessment of current performance Bad 
Performance objectives for the new process Must disappear 
Table 25 - External Buy Framing Goals 
 
Process: Salesman Buy Process Type: Support 
Event that triggers the business process Salesman arrive 
Result achieved by the process Restocked warehouse 
Customer that receives the result Dinning Room Service, Bar Service, 
Accommodation 
Other stakeholders and the result(s) they 
expect 
- 
Process timing and frequency Variable 
Related processes depicted on an overall 
process map 
Food Making, Bar Servicing, 
Housekeeping, Laundrying,… 
Assessment of current performance Good 
Performance objectives for the new process More information 
Table 26 - Salesman Buy Framing Goals 
 
Process: General Cleaning Process Type: Support 
Event that triggers the business process New working day 
Result achieved by the process Cleaned hostel 
Customer that receives the result Dinning Room Service, Bar Service, 
Accommodation 
Other stakeholders and the result(s) they 
expect 
- 
Process timing and frequency Once a day 
Related processes depicted on an overall 
process map 
All key processes and more 
Assessment of current performance Medium (to improve) 
Performance objectives for the new process More specialization 
Balanced workload 
Table 27 - General Cleaning Framing Goals 
 
 
Process: Maintenance Process Type: Support 
Event that triggers the business process Something broken down 
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Result achieved by the process Repaired object 
Customer that receives the result Dinning Room Service, Bar Service, 
Accommodation 
Other stakeholders and the result(s) they 
expect 
Hostel customer: good hostel 
conditions 
Process timing and frequency Variable 
Related processes depicted on an overall 
process map 
Accommodation 
Assessment of current performance Good 
Performance objectives for the new process - 
Table 28 - Maintenance Framing Goals 
 
Process: Accounting Process Type: Support 
Event that triggers the business process Every Three Months 
Result achieved by the process Executed accounting 
Customer that receives the result Hostel 
Other stakeholders and the result(s) they 
expect 
- 
Process timing and frequency Three Months and once a year 
Related processes depicted on an overall 
process map 
Invoicing 
Assessment of current performance Good 
Performance objectives for the new process (Outsourced) 
Table 29 - Accounting Framing Goals 
 
